* BV 



^SStSU3CLASS 



iiLJ 



I'll 




PROCEDURE 
70 






f 


STORE THE INTERACTION INPUT 
WITHIN ACD QUEUE 44 







S72 



S74 





IS A QUALIFIED AGENT AVAILABLE TO 
RESPOND TO THE INTERACTION INPUT? 




TRANSMIT THE INTERACTION INPUT 
TO THE APPROPRIATE 
AGENT WORKSTATION 60 




FIG. 2 



^--ASSl SUBCLASS 

i 

3 




ROUTINE 
90 




!>=§= 





f 


PROVIDE A MENU TO CALLER 







S92 



S94 



ru 




IS THE CALLER PROVIDING 
A SELECTION INPUT? 




YES 



S96 



PROVIDE INFORMATION AND/OR A MENU CORRESPONDING 
TO THE SELECTION INPUT TO THE CALLER 



FIG. 3 



